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有价值客户；第四章通过 XT 公司对 EnterCRM 客户管理软件的应用来讨论如何































Since our country entered into the WTO, the domestic production has been 
merged into the international market and the export volume is increasing very fast 
every year. Meanwhile, a lot of private foreign trade companies have emerged and 
many people are concerned about how to get a foothold in the intense competition of 
the export market and make a stable development. XT company is a small-scale 
export enterprise mainly engaged in exporting chemical products. Based on the actual 
situation of the XT company, where the author works, this paper will discuss how to 
establish the relationship of cooperating with the customers and retain the customers, 
and also will discuss how to manage the relationship with the customers efficiently.     
The key point of retaining customers lies in establishing a long lasting valuable 
relationship with the customers. If our products have more advantage, our company's 
credit is more reliable and our service is more sincere, then the value our customers 
sense from us is higher, the customrs' cost of leaving our company and establishing 
the same relationship with other companies instead is higher and it will not be easier 
for us to lose our customers. That is the most important key point of managing the 
relationship with the customers. If enterprises want to have a long term cooperation 
and communication with the customers, they must help the customers feel unique and 
valuable while receiving benefits from cooperating with us, the company. 
This paper will discuss the customer management for the small-scale export 
enterprises in four chapters. The first chapter will introduce the background of the 
export of chemical products, the traits of XT company's products and the market and 
the problem existing in the customer management. The second chapter will discuss 
the channel of customer resources and how to fix the position of the customers. The 
third chapter is the essence of  this paper; it will discuss how to help our customers 















the value of our products and the customers' sense of value, decreasing the cost of the 
products and handling the customers' complaint properly. The fourth chapter will 
discuss how to treat the CRM system by stating how XT company apply the customer 
management software EnterCRM.  
 






















































第一章  XT 公司出口经营的环境和现状分析 
第一节  XT 公司所在化工行业出口背景 
这几年来，中国经济继续保持较快增长，对外贸易持续快速增长。2004 年
中国外贸出口和进口增长双双超过 30%，贸易总规模首次突破 1 万亿美元大关，
成为世界第三大贸易国。2004 年以来，我国化学工业在国内经济持续增长、国
际化工市场全面复苏的良好环境下，不仅产值规模迅速扩大，经济效益也大幅提
升，全年累计实现现价工业总产值 12908.9 亿元，同比增长 33.2%；实现产品销




醇，分别比 2003 年增长了 13.6%、18.6%、16.7%、14.2%、24.1%。在需求和国
际油价猛涨等多种因素的推动下，国内化工产品价格也大幅上涨，在中国石化协




差继续扩大。全年进出口贸易额合计 1064.2 亿美元，其中进口 715.2 亿美元，同




































第二节  XT 公司概况 












                                                        
① 数据来源：中国经济信息网. 2005 年中国年度报告－化工





























































































第二章  客户来源和选择 






















                                                        
① 资料来源：李英伟主编. 抓住准客户[M]，中国纺织出版社, 2005 年 6 月  p9. 
②
 资料来源：阿里巴巴网. 如何开发新客户？  












































































































































Degree papers are in the “Xiamen University Electronic Theses and Dissertations Database”. Full
texts are available in the following ways: 
1. If your library is a CALIS member libraries, please log on http://etd.calis.edu.cn/ and submit
requests online, or consult the interlibrary loan department in your library. 
2. For users of non-CALIS member libraries, please mail to etd@xmu.edu.cn for delivery details.
厦
门
大
学
博
硕
士
论
文
摘
要
库
